
BONNIE EADES 
PRESIDENT 

LOUISIANA RELAY ADMINISTRATION BOARD 

Received & Inspected 

THELMA COVELLO 
VICE-PRESIDENT 

June 15, 2012 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 121h Street, SW 
Washington, DC 20554 

JUN 2 1 2012 

FCc Mail Room 

JULIA THORNTON 
TREASURER 

NAOMI DeDUAI 
SECRETARY 

RE: TRS Consumer Complaint Log Summaries for June 1, 2011 through May 31, 2012 
CG DOCKET NO. 03-123 

Dear Ms. Dortch, 

The Louisiana Relay Administration Board (RAB) respectfully submits the enclosed 
complaiht 'log in connection wi·th1 the prov-lsionln'g ·6f T-elecommunications Relay Service 
pursua'nt'tds~tfion 6'4.604(c) (li) 'of-the FC'C's2Fvfes~ Hcimifton'RmaV:-with corporate 
offices located at 1 oof -121h Street~'Al5rC>ra}=·N-E''b88l8"7'is un'aer cohtrod with the-touisiana 
Relay AdminiStratiOn aocird to-prbvide Tel~cbmmuhi'eatlons Refdy.service. - · ... · ·- .. -

Hamilton traeks'd1Fc6mplainfs''2ir'lcf611·otheh::6sfomer service activity for the State of 
Louisiana. LduFslcin'6\$ -cdmt:llairH s0rYn1iary- is cissocicited-with-the·following database 
categories: . •C , •I' ',~: ,[ ;r_: • ,-. I -

• CA Accuracy/Spelling/Verbatim 
• CA Did Not Keep User Informed 
• Didn't Follow Voice Mail/Recording Procedure 
• Fraudulent/Harassment Call 
• Miscellaneous Service Complaints 
• Speech to Speech Call Handling Problems 

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular 
mail, outreach events, at the workstation, etc. Those complaints and resolutions are 
reflected in this repor-t.· Hamilton norrilclliy'provides a'resolution'to all complaints within 
72 hours. The complaints enclosed are resolved: •, 

In the Miscellaneous Externaf and Fraudulent/Harassment Call categories, you will find a 
complaintihat we believe to be associated with fraudulent activity over Internet Relay. 
Hdmilton continues to implement protocOls speCifically designed to prevent calls
brigin6_ti_ng from an internationaiiP address from accessing the relay. 

·:I' 
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Louisiana Relay Service has received a total of 91 complaints in violation of FCC 
mandatory minimum standards for the time period June 1, 2011 through May 31, 2012. 

Of the 91 total complaints in Louisiana, 88 of them are from the same relay user who has 
had difficulty understanding what relay is and how to best use the relay. Customer 
Service personnel have spoken with this user on several occasions to assist, but this 
customer still does not fully understand telecommunications relay service. In June and 
July 2011, extensive test calls were performed with the CAs to ensure that the volume 
for the CA and customer was adequate. CA headsets were replaced to ensure quality 
calls. In October 2011, additional procedural training was provided to the CAs. During 
January 2012, the customer was repeatedly verbally abusive to the CAs. Hamilton Relay 
Customer Service Manager explained on several occasions, that it was difficult to 
process their phone calls, if the correct information was not provided. The customer 
began providing the required information in order to process the phone call. During 
March 2012, additional training was provided to the CAs. In April2012, Hamilton Relay 
Customer Service Manager worked with the customer to address policy and procedure 
concerns. The customer did not feel that the procedure worked properly for their calls. 
Management addressed the customer's concerns by frequent updates to the 
customer's call preferences. In May 2012, Hamilton Relay Customer Service Manager 
worked with the customer to explain that supervisory staff monitors calls 24/7. All CAs 
continue to receive refresher procedure training, culture training and have been 
monitored frequently to ensure smooth call processing. Hamilton continues to work with 
the customer every couple of weeks to ensure that the customer's call preferences are 
updated in order to accommodate the needs of the customer. 

Please feel free to contact me at 225-219-2996 or Dixie Ziegler with Hamilton Relay at 
800-618-4781 V /TIY with any questions regarding the information above. 

a i DeDual, Secretary 
Louisiana Relay Administration Board 



Louisiana Relay 2011 FCC Complaint Report 6/1/2011 to 5/31/2012 

13411 16/2/2011 I ITauna ITauna I Customer has been rece1v1ng harassmg telephone 16/2/2011 'Customer Service suggested that the customer J Service Complamts -
calls through the relay. contact the1r local telephone company or report the FraudulenVHarassment Call 

mc1dent to law enforcement Customer Service 
explained that 1f the customer contacts law 
enforcement then law enforcement may 1ssue a 
court order At that t1me call Information may be 
released to the Court Customer understood 

14961 16/28/2011 I !Tina ITma I Customer stated that the Lead CA disconnected 16/28/2011 I Customer Serv1ce discovered that the customer had Serv1ce Complaints -
the call Improperly been warned about vulgar language. Customer Miscellaneous 

Service attempted to explam, but customer 
disconnected 

15363 17/5/2011 16212 IM1randa I Miranda I Customer stated theCA told the other party the 17/5/2011 I Customer Serv1ce discovered that the CA was Serv1ce Complaints -
line had disconnected, but customer stated that announcing to the other party that the call was being Miscellaneous 
they had not hung up disconnected due to abuse Supervisor ass1sted m 

the disconnect 

15413 17/5/2011 I I Tina I Tina I Customer stated that when they call Customer 17/5/2011 I Customer Service forwarded information to the Serv1ce Complaints -
Serv1ce he IS getting hung up on by Customer techmcal department It was discovered that the Miscellaneous 
Service calls were transferred to Customer Serv1ce, but 

disconnected due to abuse to the CA. 
15426 17/5/2011 I I Miranda I Miranda I Customer requested a different CA. 17/5/2011 I Customer Service apologized and logged a different Service Complamts - Speech to 

CA to take customer's call. Customer was satisfied. Speech Call Handlmg Problems 

17367 17/19/2011 I I Bill I Bill ~~ustomer stated when they told theCA to hang up 7/19/2011 Customer Service explained that 1f there is no term Serv1ce Complaints -
they did not respond and they ask the CA to disconnect, the CA was Miscellaneous 

following_ Instructions 
17369 17/19/2011 I I Lonnie I Lonnie I Customer stated they wanted to complain about a 7/19/2011 Supervisor disconnected the call due to abuse Service Complamts-

Superv1sor and used vulganty staling the towards the CA Miscellaneous 
Supervisor was not changing the CAs. 

17848 17/25/2011 I !Candace !Candace I Customer stated the CAs are not following his Customer Serv1ce apologized and stated that all CAs Serv1ce Complamts -
Instructions would be momtored Momtonng has occurred and Miscellaneous 

CAs are handling calls accord1ng to policy 
Customer was not1fied 

18314 17/27/2011 11267 IEnca IEnca I Customer stated that CA typed speakmg too 17/27/2011 I Customer Service apologized and stated that all CAs Service Complaints -
fast several times dunng the call would be momtored. Momtonng has occurred and Miscellaneous 

CAs are handling calls accordmg to policy 
Customer was notified 

18998 18/2/2011 I IEnca IEnca I Customer requested reimbursement and wished to 8/2/2011 Customer Serv1ce d1rected caller to contact the 1Serv1ce Complaints-
no longer receive charges for relay surcharges on Public Service Commission. Customer was Miscellaneous 
the1r telephone bill, as they do not need or use the satisfied. 
serv1ce. 

19568 18/8/2011 19004 IM1randa IM1randa I Customer stated theCA did not relay a number 8/8/2011 Lead CA apologized and stated CA would be Service Complaints - Didn't 
that was prov1ded in a vo1cema1l counseled. CA was counseled and customer Follow Vo1ce Ma11/Record1ng 

notified. Procedure 

20025 18/12/2011 19119 I Ellen I Ellen I Customer stated they gave theCA a telephone 8/12/2011 Superv1sor apolog1zed and stated that the CA would Serv1ce Complamts -
number, but the CA did not save it. be monitored Momtoring has occurred and the CA Miscellaneous 

was handlmg calls according to policy Customer 
was not1f1ed 

20236 18/16/2011 I ILonme ILonme I Customer stated they requested theCA to read the,8/16/2011 1Superv1sor stated that theCA would be counseled Service Complaints -
speed numbers listed m the profile, but the CA did CA was counseled and speed dial list was verified Miscellaneous 
not understand w1th the customer. Customer was sat1sfied 



Louisiana Relay 2011 FCC Complaint Report 6/1/2011 to 5/31/2012 

20979 \8/23/2011 I \Ellen \Ellen \Customer stated that they do not understand why 18/23/2011 !Customer Service apologized and stated to make JServ1ce Complaints-
the CAs have difficulty understanding them sure the CAs are heanng h1m properly, by speak1ng Miscellaneous 

slowly and into the phone. Customer understood 

21314 \8/24/2011 \9145 \Gregory \Gregory \Customer stated CA was unable to read the1r 8/24/2011 Supervisor apologized and stated CA would be Serv1ce Complaints - Speech to 
profile counseled. CA was counseled and customer was Speech Call Handling Problems 

notified 
21330 \8/25/2011 \1337 \Lori \Lon 1:""""''" ,_, """ <ho CA" "" oo< ~~;oog 8/25/2011 Customer Serv1ce apologized and stated that the CA Serv1ce Complaints - CA 

verbatim when they use profanity, but sk1ps those would be momtored. Momtonng has occurred and Accuracy/SpelllngNerballm 
words completely during the call the CA was handling calls according to policy 

Customer was notified. 
22674 \9/6/2011 \9138 IArik lAnk \Customer stated that theCA did not leave a 9/6/2011 Supervisor apologized and stated that theCA would ~~ervice Complaints-

message as instructed. be momtored. Monitonng has occurred and the CA Miscellaneous 
was handling calls according to policy Customer 
was not1fied 

23598 \9/14/2011 11337 I Erica \Erica \Customer stated theCA refused to revo1ce the1r 19/14/2011 !Customer Serv1ce apologized and stated that the Serv1ce Complaints - Speech to 
messages verbatim CAs would be momtored. Momtonng has occurred Speech Call Handling Problems 

and CAs are handling calls according to policy 
Customer was notified 

23603 19/14/2011 I IEnca I Erica \Customer stated CA would not leave a vo1cema1l 19/14/2011 !Customer Serv1ce apologized and stated that theCA Service ComplaintS- Speech to 
for them. would be monitored Momtonng has occurred and Speech Call Handling Problems 

the CA was handling calls according to policy 
Customer was notified. 

23621 19/14/2011 l1337-1320iTina !Tina !Customer stated that the CAs would not rev01ce 9/14/2011 Customer Serv1ce apolog1zed and stated that the ~~ervice Complaints-
9119 everything stated and refused to d1al the telephone CAs would be momtored. Momtonng has occurred Miscellaneous 

numbers requested and CAs are handling calls according to policy 

23818 \9/15/2011 \9138-9061 i Ryan !Ryan !Customer stated that the CAs do not understand 9/15/2011 Customer Serv1ce apolog1zed and stated that the ~~erv1ce Complaints -
9025 them CAs would be monitored Monitoring has occurred Miscellaneous 

and CAs are handling calls according to policy 
Customer was not1fied 

24137 19/19/2011 \9004-1337\Tina \Tina \Customer stated that the CAs and r/19/2011 !Customer Serv1ce apologized and stated that the ~~erv1ce Complaints- Speech to 
Supervisor could not understand them and were CAs would be monitored Momtonng has occurred Speech Call Handling Problems 
not revoicing everything properly and CAs are handling calls according to policy. 

Customer was notified 

25025 19/29/2011 \9141-9004\Mike IM1ke \Customer stated the CAs are uncooperative \9129/2011 JCustomer Service apologized and stated that the Serv1ce ComplaintS -
CAs would be monitored Monitonng has occurred Miscellaneous 
and CAs are handling calls according to pol1cy. 
Customer was notified 

25438 110/3/2011 I \Lori I Lon \Customer stated that the CAs are not relay1ng the 110/3/2011 !Customer Serv1ce apologized and stated the CAs Serv1ce Complaints - CA 
calls verbatim would be monitored frequently It was discovered Accuracy/SpelllngNerbatim 

that the customer was be1ng abus1ve to the CAs and 
their calls had been disconnected due to the abuse 

25439 110/3/2011 11337 \Garrett \Garrett I Customer stated that the CA does not revoice 110/3/2011 !Customer Serv1ce apologized and stated that theCA Service Complaints- CA 
verbatim. would be monitored. Monitoring has occurred and Accuracy/SpellingNerbatlm 

the CA was handling calls according to policy. 
Customer was notified 

25509 \10/3/2011 \9146 \Dav1d IDav1d \Customer stated CA did not d1al the correct 10/3/2011 Customer Serv1ce stated CA would be counseled Serv1ce Complaints - Speech to 
number CA was counseled and customer was satisfied Speech Call Handlina Problems 

25697 110/5/2011 I \Miranda IM1randa I Customer stated they requested a different CA, but 10/5/2011 Customer Serv1ce apologized and explained that Serv1ce Complaints -
was told by the Supervisor that there was not an there are t1mes when there is not another available Miscellaneous 
available CA to take over the call CA Customer understood 
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Louisiana Relay 2011 FCC Complaint Report 6/1/2011 to 5/31/2012 

25920 11ont2011 I I Ellen I Ellen I Customer stated that some of the CAs do not 110nt2011 \Customer Serv1ce apologized and stated that the \Serv1ce Complaints-
follow the1r profile Instructions CAs would be momtored Momtoring has occurred Miscellaneous 

and CAs are handling calls according to policy 
Customer was not1fied 

26278 J1 0/12/2011 J1337 jEIIen jEIIen jCustomer stated that theCA does not vo1ce 11 0/12/2011 Customer Serv1ce apologized and stated the CAs I Service Complaints- CA 
verbatim would be momtored frequently It was d1scovered Accuracy/SpelllngNerbatim 

that the customer was being abus1ve to the CAs and 
the1r calls had been disconnected due to the abuse 

26296 J1 0/12/2011 I jTauna \Tauna Customer stated CAs are not vo1cing messages 10/12/2011 Customer Serv1ce apologized and attempted to Service Complamts - Speech to 
verbatim. I gather informat1on but customer disconnected. Speech Call Handling Problems 

26708 110/17/2011 11337 IMelame jMelame Customer stated that the CA d1d not vo1ce the 10/17/2011 Customer Serv1ce apologized and stated that the CA Serv1ce Complamts - CA 
conversation verbatim would be momtored. Momtonng has occurred and Accuracy/Spell1ngNerbat1m 

the CA was handlmg calls according to policy. 
Customer was not1fied 

26705 110/17/2011 j1337 jLon jLori ~~ustomer stated that theCA did not vo1ce the 110/17/2011 Customer Service apologized and stated that theCA 1Serv1ce Complaints- CA 
conversation verbatim. would be momtored. Momtonng has occurred and Accuracy/Spel1ingNerbat1m 

the CA was handling calls according to policy 
Customer was notified 

26703 110/17/2011 I I Lori jlori ~~ustomer stated that the CAs are not vo1cmg 110/17/2011 Customer Serv1ce apologized and stated that the 1Serv1ce Complamts- CA 
verbatim CAs would be momtored Momtonng has occurred Accuracy/Spell1ngNerbat1m 

and CAs are handling calls according to policy. 
Customer was not1fied 

30341 111/21/2011 J1174 jMichelle jMichelle ~~ustomer stated CA did not relay verbat1m the 111/21/2011 Superv1sor apolog1zed and stated that the CA would \ Serv1ce Complamts -
nformation that was g1ven by the recording be momtored Momtonng has occurred and the CA Miscellaneous 

was handling calls according to policy Customer 
was notified 

30693 111/25/2011 I jChuck jChuck Customer stated they thought the Supervisor hung 11/25/2011 Customer Service discovered that the customer was \Service Complaints-
up on them on a recent call and they never used being abus1ve, so the call was disconnected. Miscellaneous 
abus1ve language Customer was notified 

I j_ j_ 
31111 111/29/2011 I jJody jJody Customer stated that the CAs were not 11/29/2011 Superv1sor apolog1zed and attempted to acqUire call \Serv1ce Complaints-

understanding the1r speech patterns and need to 1nformat1on, but customer disconnected. Miscellaneous 
be tramed better. 

31277 111/30/2011 j9119-9004jTina jTma Customer stated that the CA and Supervisors are 11/30/2011 Customer Serv1ce apologized and stated that the \Serv1ce Complaints-
not following h1s mstructions. Customer stated that CAs would be momtored. Momtoring has occurred Miscellaneous 
the Supervisor disconnected the call. and CAs are handling calls according to policy 

Customer was not1fied 
32029 l12nt2011 I !Brenda jBrenda Customer stated the CAs are not reading their 12nt2011 Customer Serv1ce apologized and stated that the \Serv1ce Complaints-

profile before placing a call CAs would be momtored Monrtoring has occurred Miscellaneous 
and CAs are handling calls according to policy. 
Customer was not1fied. 

32221 J1218/2011 I jEIIen jEIIen Customer stated that the CAs are st1ll not following 12/8/2011 Customer Service apologized and stated that CAs \Serv1ce Complaints-
the profile. would be momtored frequently Frequent momtoring Miscellaneous 

contmues Customer was sat1sfied 
32424 112/12/2011 I jM1randa !Miranda Customer stated the CA did not revo1ce verbat1m 12/12/2011 Customer Serv1ce apologized and stated that the CA \ Serv1ce Complaints-

would be momtored Momtoring has occurred and Miscellaneous 
theCA was handlmg calls accordmg to policy 
Customer was not1f1ed 
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Louisiana Relay 2011 FCC Complaint Report 6/1/2011 to 5/31/2012 

33864 12/27/2011 Ellen Ellen that some of the CAs don't follow 112127/2011 

33865 12/27/2011 Candace !Candace 12/27/2011 

34481 1/3/2012 Jess1ca I Jess1ca 
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1/16/2012 

1/16/2012 

Louisiana Relay 2011 FCC Complaint Report 6/1/2011 to 5/31/2012 

K1m 

Lon me 

Customer stated they believe the Superv1sor was \1/16/2012 
attempting to hang up on them for calling them 
stupid 

Customer stated they were hung up on due to 
abuse 

are not repealing 
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1/17/2012 

Serv1ce Complaints -
Miscellaneous 



Louisiana Relay 2011 FCC Complaint Report 6/1/2011 to 5/31/2012 
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37394 1/30/2012 M1randa Miranda Customer stated a few CAs could not understand 1/30/2012 Customer Service apologized and stated that the Service Complaints -

them and they do not like CAs asking the customer CAs would be monitored Momtonng has occurred Miscellaneous 
to hold before dialing the number and CAs are handling calls accordmg to policy. 

Customer was notified 
38364 2/8/2012 1320 Tma Tina Customer stated that the CA pretends not to 2/8/2012 Customer Serv1ce apolog1zed and stated that the Serv1ce Complamts -

understand them so they will hang up. CAs would be monitored Momtonng has occurred Miscellaneous 
and CAs are handling calls according to policy 
Customer was notified 

38368 2/8/2012 Tina Tma Customer stated the CAs are not following the 2/8/2012 Customer Service apolog1zed and stated the CA Service Complaints -
instruct1ons in their profile would be momtored Momtonng has occurred and Miscellaneous 

CA is handlmg calls according to policy Customer 
was notified. 

38737 2114/2012 Ryan Ryan Customer stated the CAs do not follow their 2/14/2012 Customer Serv1ce apologized and stated the CAs Service Complamts -
instructions and do not understand them. would be momtored Momtonng has occurred and Miscellaneous 

CAs are handling calls accordmg to policy. 
Customer was notified 

39245 2/21/2012 Tina T1na Customer stated that CAs are not following the1r 2121/2012 Customer Serv1ce apologized and stated the CAs Service Complamts -
mstruct1ons would be momtored Momtonng has occurred and Miscellaneous 

CAs are handling calls according to policy 
Customer was not1fied. 

39505 2/24/2012 1320-1264 Tina Tma Customer stated the CAs do not pay attention to 2/29/2012 Customer Service apologized and stated the CAs Service Complaints -
h1m or follow his Instructions would be momtored. Momtonng has occurred and Miscellaneous 

CAs are handlmg calls accordmg to policy 
Customer was not1f1ed 

39948 2/29/2012 Michelle M1chelle Customer requested to speak to the Operations 2/29/2012 Supervisor stated mformat1on would be forwarded. Service Complamts -
Manager. Customer hung up. Miscellaneous 

41259 3/14/2012 1320-9146 Lon me Lon me Customer stated that two CAs could not 3/14/2012 Customer Serv1ce apolog1zed and stated the CAs Service Complamts -
understand them and a Superv1sor was rude and Supervisor would be counseled Both CAs and Miscellaneous 

Supervisor were counseled and continued 
monitoring of the CAs occurred 

41333 3/14/2012 1320-1184 Tma Tina Customer stated that they contmue to have 1ssues 3/14/2012 Customer Serv1ce Manager contacted the customer Serv1ce Complaints -
9004 w1th the STS CAs and has requested a call from a and expla1ned that the relay 1s workmg to monitor Miscellaneous 

Manager frequently and offered profile update, wh1ch was 
refused. 

42440 3/26/2012 Chuck Chuck Customer stated that the CAs are still having a 3/26/2012 Supervisor apologized for any mconvenience and Service Complamts-
hard time understandmg them and not obta1mng a stated they would forward the information to Miscellaneous 
Supervisor when they request one management Customer understood Contmued 

refresher and frequent momtonng occurred. 
42858 3/27/2012 Tma Tma Customer stated several 1ssues w1th the STS CAs 3/27/2012 Customer Service requested add1t1onal information, Serv1ce Complaints -

1n one center but customer disconnected. Miscellaneous 
44466 4/16/2012 Tma Tma Customer had several concerns w1th STS Relay 4/16/2012 Customer Service apologized and stated the1r Service Complaints -

through Hamilton Customer requested a call back concerns would be forwarded to management Miscellaneous 
from management Customer Serv1ce Manager contacted the customer 

and addressed the customer's concerns Customer I 

was satiSfied. 
45828 4/30/2012 Thomas Thomas Customer stated that CAs were makmg h1m curse 4/30/2012 Customer Serv1ce apolog1zed and stated that the Serv1ce Complamts -

CAs would be momtored Momtormg has occurred Miscellaneous 
and CAs are handling calls accordmg to policy 
Customer was not1fied. 

46173 5/7/2012 Enca Enca Customer stated CAs are not prov1d1ng their CA 5/7/2012 Customer Service apologized and stated that the Serv1ce Complamts -
number CAs would be momtored Momtoring has occurred Miscellaneous 

and CAs are handling calls according to policy 
Customer was not1fied. 

- --- -
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